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direct measures of quality associated with speed of answer in the ISC and

status reports. Sinee AT&T refuses to use the electronic trouble reporting and

status system we provide to other CLeS t AT&T must pay for the development

and on-going labor and non-labor costs associated with meeting their

expectations. Appendix JS-2 represents the costs associated with meeting

AT&T's unique requirements.

Specifically. what are you reque.ting in this ••clion of your testimony?

The First Interconnection Qrdet.does not require Pacific Bell to develop

a quality management system or provide comparative or performance

standards data to AT&T However, becallSe we measure the level of service~

provide to our retail customers and provide that data to the Commission on a

quarterly basis we are willing to adopt similar standards of performance as

appropriate in the CLC market and report the results to AT&T on a quarterly

basis. In addition, where there is no retail comparative. such as pre-ordering.

we will develop performance standards to ensure that the service we provide

AT&T is etlual in ~uality to the service provided to ourselves and our affiliates.

Should AT&T prefer the use of its Supplier Performance Management System,

the Commission should find that we are able to recover the costs associated

with designing, developing and implementing AT&T's quality system. In

addition, the Commission should rule that agreements reached relating to

service performance are reciprocal in nature.



SECTION III
.

REMEDY LIMITS & LIQUIDATED DAMAGES

2

3 a.19. 's AT&T justified in, asking for penalties?

4 . A. No. The First Interconnection Ord.r does not suggest or require any

5 penalty or liquidated damages associated with the failure to provide service that

6 is wequal in quality".

7

8 a.zo. What constitute. a remedy?

9 A. Pacific Bell is willing to negotiate reasonable Iiqui~ated damages in the

)0 event of non-performance that are tied directly to the statutory

11 nondiscrimination obligation, rather than to arbitrary lev.'s of quality desired by
~ ~

12 AT&T. Our recommended measures of performance include remedy

13 thresholds listed in Appendix JS-3. Liquidated damages would not be applied

14 to either party during the first six months of this conttact. During that time, end

15 customer reQuirements will not be easily predictable. New processes in both

16 companies will not be completely stabiliZed and service order volumes will be

17 relatively low. Consequently, results associated with comparable measures

18 and performance standards may be somewhat variable and due to low

19 volumes. for some products. statistically invalid or not meaningful. As activity

20 levels in the competitive environment begin to ramp up and stability in

21 processes is achieved. appropriate remedies for non-performance would apply.

22

23 Q.21. How will remedie. apply and liquid.ted damag•• be di.penMd?

24 A. Performance will be reported on I monthly basis. Liquidated damages

25 will apply when performance does not meet threshokls in Residence or

26 Business classes of service in the defined geography for a specific time frame.

27

14



The interested party shalt provide notice of default no later then 30 days

following the date measurements are available.

Remedies shall be applied per the criteria in Appendix JS-3 when default

has occurred and where appropriate notiee ha5 been given. Payment of

remedies shall be in the nature of liquidated damages to the non-defaulting

party. Payment of liquidated damages. if any, will be based on comparative

measurements and performance standards in the categories defined in

Appendix JS-3.

2

3

4

5

6

7

8

9

10 Q.22. What are the comparab'e geographic boundari.s regarding parity and

It performanc;e standards spoken to in this c:ontract? r

12 A. Comparable service will be measured on a geographical basis. Service

13 levels vary in Pacific Bell territory due to geographic and demographic

14 differences in the state. Therefore, to ensure true comparability of service

15 performance. service results will be associated with Pacific Bell's four major

16 regional areas. These areas (Bay, North, Los Angeles and South) are the

17 same geographic regions which Pacific Bell currently uses to assess service

18 performance for its retail channels.

19

20 Q.23. How important are AT&T's forec.s" to Pacific Be"'s Ibility to provide

2J s.rvice equI' in quality?

22 A. Accurate forecasts are very important. To successfUlly meet the end

23 user's requirements, staffing and infrastructure are dependent on accurate

24 forecasting. Pacific Bell has service requirements from a number of CLCs and

2S thus relies on accurate forecastl. If Pacific BeU were to receive orders above

26 the CLC's forecasts, we would not have the capability to stIff from a eost or

27 time perspective to meet those requirements until after they materialize. This

...



SUMMAR~

may negatively affect our ability to provide service. Absent accurate forecasts,

2 Pacific Bell should not be held liable for liquidated damages.

3 Forecasts of monthly volumes from AT&T are required by wire center,

4 once a quarter for a rolUng twelve-month periOd. The forecast, which will be

5 used to compare with actual volumes realized, will be the most recent forecast

6 received at lelst six months prior to the calendar month being measured.

7 Appendix JS-3 describes allowable variations of actual volumes and

8 'prescribed remedies should actual volumes be above or below the current.

9 forecast by more than 20 percent.

10

11

12

I j Q.24. Would you plea.e summarize your testimony?

:

14 A.

15

16

17

18

19

20

21

22

23

24

25

26

27

,. The Commission should not adopt AT&Ts arbitrary, prescriptive

Supplier Performance Management System and the supporting Direct

Measures of Quality (DMOO) and should not adopt penalties. Neither the Att

nor the First Interconnection Order requires us to develop a quality

management system or provide comparative or performing standards data to

AT&T.

2. If the Commission adopts any comparative measures or

performance standarda. the Commission should adopt Pacific Be"'s suggested

me.lures of parity set forth in Appendix J5-3.

a) Pacific Bell measures the level of service provided to its

retail customers and provides those data to the Commission on a quarterly

basis. Pacific Ben is Willing to adopt the same standards of performance that

are appropriate in a resale. wholesale and interconnection market and report

tne results to AT&T monthly.

16
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b} Where there is no retail comparative measure, such as pre-

ordering, we will develop performance standards to ensure thilt the service we

provide AT&T is equal in quality to the service provided to our affiliates.

3. If AT&T prefers to use its ·Supplier Performance Management

System", the arbitriltor should find that Pacific Bell is permitted to recover the

full costs. inclUding the design, development, implementation and reporting as

well as all costs associated with meeting AT&T's higher grade of service for

resale, wholesale and interconnection services.

4. The arbitrator should rule that agreements reached relating to

service performance and liqUidated damages are reciprocal in nature.

5. The Commission should not adopt AT&T's penalties....
6. The Commission should endorse Pacific Bell's liquidated

damages, as defined in Appendix JS-J.

17
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PERFORMANCE STANDARDS - RESAlEIWHOlESALE

APPENOIX JS-1
Tabl.1

PRE-ORDERINGIORDERtNG (Products: Residence (auic HfVke) Bu5tftess (Singlel AluMi line, Centntx, PBX trunk_) ISON
DESCRIPTION DEFINITION METHOD OF CALCULATION

Customer Semc:e Record 95% Measures percent of Customer 5efvice
1. Receipt To 0e1iYery wilt.... Records sent to Ihe CLC within 4 hotKs 01 TQtaf number of COOs sent wjtbjn .. hours

Hours receiwing request and LOA. Total number of CSRs sent x 100

FOC Performance StandarG Measures percent or FtrlT1 Order
2. 95% AcctKate and~te Confirmalions that are accura1e and Total number of accurate and cQl11Plete fOCs

COf11IIete. Total n1,lmber of FOCs x 100

Firm Order ConIirmatton 95% Measures percent of firm Order
3. On Time (WiIhin 4 Hours) Confirmations sent to CLC within 4 hours of Total number of FOCs sent Wjthin .. hours

receipt 01 basic exchange on:ter. Total number of FOCs sent· x 100

Migration NoIiflcation 95% Measures peccent 01 MigratioA Notifications
4. Received \\Wtin 48 heMs sent eo outgoiftg ClC wi.... 48 hours of Toll! ....... of Na4i'ic*ms sen« wjthjn q hours

receipt of the Migration Order. Total numbef of Ndification~sent x 100
1

LSP PIC Change 95% Measures per~of PIC changes ini&ialed by
5. comp1eted wti1 .. hours ClC processed within 4& '-ours 01 receipt of Total number 01 e.C changes pRJCesseg wittio 1 hours

order. Total number of PIC~sprocessec1 • 100

SeMoe Order Dis<:tepancy Measures percent 01 Orders initiat'ed by CLC
6. 90% initiated Vfilhout that result in a discrepancy. The ciscrepancy IqIa! number or 5efyjce Orders wiItt djscrt!:gancy

tntemJp(ion 01 I1e seMce Older is a red 01 ClC issuance. Total number of Sefvice alders issued x 100
low JbUsiness process

STANDARDS NEGOTIATED lMTH AT&T

"

OI"~~·Hll



APPENDIX JS·1
Tab1.2

MEASUREMENT OF PARITY WHOlESAlEIRESALE

PROVISIONING (Pfoduets RfKiclenc:e (~.ic wnolce) au.me". (Stngle and 1nU1tl tine. cent"., PBlC Inmk., ISDN. UNKI
oeSCR.TKJN DEFINInOH IETHOD OF CALCULAl'IOH

% InsCal1atlon Measures peroent of completed sefVice ORfers with
1. AppoinIments Met appoinlment$ met i.e wOlk c:omp1eted bV specifIC Tolaf nunw of orden wmdeted on lime

date and/or time negotiated wlth customer TalaI number or ordels completed )( 100

Iodudes; new connects and change ordels

% 'nstalam Reports Measures troub'e reports associated with 5efYiCe
2, order actMty generated wiU\in 30 days 01 actMCy. Total pumber of jnstllitMo tro,," CIJKI1s

MeaSUA!d as a percentage 01 total sefVice ClI'ders, Tetal number 01 cornpJeted 5eMc:e orders x 100

Includes; Pacific Bell necwonc refated nuble only,

..

MEASUREMENTS HEGOnATEO WlTtf AT&T· PARITY WITH RETAL BY" PACIFIC 8£LL REGIONS. fLos Angefn, 8.,. NcMtII, South)

"



APPENDIX JS-1
Table 3

MEASUREMENT OF PARITY ·INTERCONNECTION

PROVISlONtNG (Products Local Interconnection trunking)
OESCRFl1ON DEF'.noN METHOD OF CALCULATION

% Trunk Orders completed on Of" Trunk orders are compJeted on Of" before agreed
1. bMDre confirmed due dale upon due date. Campar'" with feature group 8 Igtal number ofor4ers comafctc4 on time

&0 Tolat ndmber of orders oompteIed x 100

Includes; new connects and orders
firm OIOer confirmaticMt f*ne Measures percent Foe sent to ClC within

2. deiYefy $p8dled lime (equiv*nl to FG 8&0 SW Numbet affOCs sent
~$s) Taul number of FOCs sect x 100

% Serw:e Request Otsctepancy Measures percent of ISRs initiated by ClC Ih\l
3. resul in a discrepancy. The disc::repancy is a Total number 91 StlNjce RcqUeit wjI1 djtqtpancy

nt5UI of CLC iSsuance. Total number of 8eMce Request issued x 100

MEASUREMENTS NEGOTIATED WITH AT&.T· PAR'TY WITH RETA'lBY 4 PAC'FIC BEll REGIONS. (l05 Aftgele., Bay, Nont1. ScMetttJ

.,



APPENDIX JS-1
T~ble 4

MEASUREMENT OF PARITY - WHOlESALEIRETAIL

MAINTENANCE Products Rnidence tBask: service) Business (Sing'e and ",uKe Itfle, Centre., PBX tnlnU. ISDN. UHK
DESCRIPTION DEF1NfT1ON ReMEDY llfRESHOlD

Report1sPer Menures total numbef of trouble .eports versus
1. 100 lines tataI 8CCesS lines in HfVice lor comparable PacifIC Total numIiec' gf cgmpIeted trouble .cpor1s

Bell retail exchange products. Totat number of lineS in seMce

Indudes; PacifIC Bel network related trouble only..

" Mainlenance MNsures percent of kouble .epom with
2. Appointments appoinlments met. i.e. kouble c1eated by Total (!I1!1ber of troub1e regol1s comp1etod on time

Met appointment date and time commiIted to the Tatal number at trouble reports comp'eled • 100
cu$lomer.

'ndlMes; PacifIC Bel network related trouble only.
% Repeat MeaSures percent of repeat troutJle reports aganst

3. Reports $efVices that experienced an initial trouble wihln the Total nurnbe( at repeat trpub!e teQQdS
last 30 days. Total number of k'oubIe repents COI11Jleted • 100

Indudes. PacifIC Bel network .elated trouble on4y.
R~tTo Measures average duration in hQUfS (or fractton

4. CIe. DuraIion there of) 01 aI trouble reports from ~eipllo Total Number of Trqyble RtpJrt Hgurs and Minutei
resolution at trouble ticket. Total Number of Trouble reports

Includes; Pacif'1C Bel network .eIMed trouble onI1.

MEASUREMENTS NEG011ATED Wlllf AT&T· PARITY WITH RETAL BY 4 PACF1C SELL REGIONS. 4LCM AItg...... Bay, NcMth, South)

't

Q14~..... 01



APPENDIX JS-1
Table 5

PfiAFOAMANCIi SlANOARUS PACIflIC 8iilb AIiSA.lAi

UIAGi DATA TMII...

~

DIiICRII~

l"iAiAtef ........g....,
nE:£W.~

M.II tifM ff::efA """iII' SNMisA ts .... Ii....
.... "' wail.l. __ tFIIMIfIi••Mf.&J1liA1

lliTNOD 01= CA&.CC...·AlION
r"'......t.,J. ~iII!!.~ 1ou..L~-'.... .........._~.

UUI NwrMNIr sf Me'ISI- .. tM~ x.oo

,~ay, Ie ~.lifJefy + 0- 3 gaV&. 4 Ii ~arli." 10_Ii aM 8..,. ~o "ay&~

:J.

3=

WiIA.......
'-_toM

L_~

Res8Mi", Nil...

~-... ,~ ~ ............~.....~...........~~
.....••~.;..;;;~;-;:.,;~.....-.;;;•• I +8Q

.. ,"'d "'••••& > .ao gaye 8W•

......... JIll,'."~_.aM.......... 1IWi. fail&
ts AlIiI."M....... I :nIO

,

PERAaRMANCESTANDARDS
FORECASTING

DEle_lION DEFINITION METHOD OF CALCULATION

Requirements ac:awalBt1 lafecasl Forecasts are accuAlle wilhin 20% +1- in any Actual product volumes less forecasted
~. mQC1tn of the forecast peOOd product volumes diwted by farecasfed

volumes J( 100

'.
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COST ANALVSIS FOR DIFFERENTIATED SERVICE

APPENDIX JS-2

PERFORMANCE fEQUlRe.NTSIASSUMPTIONS RESOURCES COST
AT&T ........RUIIltJ« instead «the provided~onlc Force NqUired: 4 Initial Cos,

SPEED Of pt~_ requesting 8 speed of .nswer measurement.

ANSWER: Additional force Non Labor. $67,500.00
15 Minute ....... Iime tor a111rOYt1fe .eports. nJqUired for 24 X 7: 5 (Wortt sIaIton. equtpment)

Inwrconnedion •
Total bee .equired: 95ervioeS Center M~ ."..,ed, m&mlally input. Labor: $1.018.800.00

Totali Cost: $1,0116.300.00
M'" proce.... tiIne: 15 Minutes.

«JO Working minut.. in a day.
Teal roo-.e .eqtWed: 4 Additional Cost

Aver• ...., reports: 101 Reports (Pel' AddiIionaI '00.000 line,) Non-labor: $30.000.00
(Work station eqlMpment)

2.5% Report R_ requirement for 24hour~. 1 day week.
labor: $452.00000

Projedians baNd on 100.000 working ktft ToI8I Cost $482.800.00

&caIs required .... foIIcMjng paints: fJIN'IU'I tc:AMJn. Kt... FOR» required: 7 lniUlCost
INTERMEOIATE pe..ding diIp*:h. deSpatch. di1patc:h. trOllble dNred. 1
STATUS: Addil'onaI force HonLabor: $i2.QCIQ.OQ

AT&T ....... c:ah at e.at stelUs point. required for 24 X 1: 2 1&15QO
Trouble Repcxts (Wortl station. equipment)

5 Mint.ltn h.... time for ead1 point of status. Total taroe requftd: 9'
l.tIbor: $19a;4QO.OQ

M."u" pvcessing bme: 25 Minutn 11.q18,100
fcUI COIl: $IU.4QQ.OO

400 Working minutelln a ay. 51.086 300
Tot" force required: 7

AViII", daily repot1$: 108 Repol1s. (per Additional 100.000 Linest

2.5% Report Rate f8qUir8f1llef1t tor 24 hour ocwerage. 1 day week. Adcittonlll Cost:
Non-labor: 552,000.00

PRJiediOns blsed on tOO.OOOwortdng linea. (Work staIion equlpmenQ

Labor: $192.«lO.OO
Tot.aCost: "".400

014S65S02
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APPEtGlX JS-3
TABLE 1

MEASUREMENT Of PERFORMANCE STANDARDS • WHOLESALEIRESALE

PftE.QROERINGIOROERtNG CPnMtucb: Residence (Basic servic••ea.in... ,.engle/multiline, Centrex, PBX Tru"s. ISOH
O£SCRIPTION OEFNTION REMEDY THRESHOLD

Customer SeMce Record Measures perceol 01 Customer SetYioe Records sen' 10 ClC less than 85% of CSRs are sent
1. 95% Receipllo Delivery Wlhin 4 wihin 4 hours of receiving request and blanket LOA. Applies within" hours

hours 10 < 2() basic exchange fines and < 6 Centrex lines oc PBX
.tUnks. REMEDY'1

FOC Pedonnance Standard Measures percent of Firm OnSer ConflfmalQ1s that ate Less "an 85% of FOCs nrtumed
2. 95% complele and accurate for a<:cuf* and complete. to CLC are accurate

finks or ResalelWlores.le REMEOVtJ2
Firm Order Confirmillion Measures percent of Finn Order Confirmalions sent to ClC less l1an 85% of FOC$ •• He'lt in

J 95% available within" hours fpr wihin" hours of receipt oIlhe baste exchange order. Centrex 4 hours
Resa~ and PBX (subject to the restrictions in ltem'1 aboVe). REMEOVI3
Migration NotificatiOn M.~s percent of Migr'" Noti(~ionssent to outgoing less than 85% of....ion

4 95% sent within 48 hours lor eLC wiIlin 48 hours 01 ree:etpt 01 Mtgralion ORfer. NoIificaIions sent in 48 hours
ResalelWloles* REMEDV'"
lSP PIC Change Measures percent of PIC changes initiated by elC processed less (han 85% of LSP PIC

5. 95% comple,.d willin 4 houfs for within .. hours of receipt of /he ordef ee.non completed within .. hours
ResateM1KJlelille REMEOV14
Service Order Disctepancy: 90% 01 Measutes percent of Ordeq Mated by ClC lhat result in a Mont th.. 20% d orders submitted

6. order$ issued without maleriaI diserepancy. The discA!pancy is a result of CLC issuance. without material errors
enors lor Lin1< orR~ REMEOVfi

Uquidaled damages. if any. wit be applied when pet10rmance by one 01 the P8l1ies in one or more caIegories fals below the Remedy
Thre$hOld(s) and eiIIer of I1e IoIowing aiteria are also presenl: A) The Remedy Threshold has been exceeded for any lhree (3)
COf1secu1Ne calendiir months OR 8) the Remedy Threshold has been exceeded for st. (6) or more calenq months in ..y calendar year.

REMEDY.': $% 01 total nOft· NCMring~ 'or wbsequent service order.
REMEOY .2: 20% of talal non • recurring charge.
REMEOY .1: 10% of talat non • recurring charge.
ReMEOV"': CNd.· PIC cunge ch".e.
ReEDY A: 25% of ...... nora • NCurrintJ '*-ve.

ep.. by ct.C)

.,

0I4~6:'t>OI



APPENDIX JS-3
TABLE 2

MEASUREMENT OF COMPARABLE SERVICE· WHOLESALEIRESALE

pROVlllOftlllG CProduclil R......CBMk MIViGe) ........ ..mull. tiM. Centr••• PBX lrunll_) ISDN. UNKJ
.~,. DENfiION REllFDY THRESHOLD

,..~ Me_urn pen:ent of oom"leled eeMce orders wiIh appointments met When results tal below parity br:
1. Appointment Met le. waite completed by specific date and/or time negotiated 'Nih BusA.L./link 2.9%perqntMe

cu..... ~
Res A L I Link 1.0" pefE'ntage
~
.SON 1".~¥enlage.,ts
REMEOV.1

'" Instalation Measures trouble repofts associated with service oroer activity W1en resuls fBI below parity by:
2. Reports generated within 30 days of that BdMty. Measured as a percentage of BusAl.llenk 1.5~

total Ml'Viai OtQets. ~
Res Al. I Unk 1.~otage..
ISDN 3.5WHJen;en,. pgnts

~ REIEOV.1

MEASUREIENT OF PERFORMANCE STANDARD - WHOlESAlEIRESALE

Customer Not Me..,... percent of teMce 0fdenI 01 0Idering party or ordering For any order where ordering
1. Ready party"a customer not being ready or prepared on confimled due date party is not ready on due date.

but Pacilc Bel is ready eo
complete work.
REMEOVI12

AEIEOY It: waver 01 non-recurring instalation charge for the number of lines ordered and not instaled on lime OR orders found
to have a Pacific Bel trouble within 30 days after installation. The waiver would be tor Ile CIfT\OOOt 0( 0Iders below
the~8bIe measurement fn Ntail wiIhin f'Ie deIcribed (4) Peate Be4I Regions.

REIIEOY 112: Charge equal to non-f'8QJfling charge tor MMce ocUefed. (Plid by ClC)

••
NOTE: Ifour orderinia and prCNisioning performance for a given month f8its to meet more than one ordering and prOVisioning measure as
described above and 011 lie preceding page. Pacific Bel Wit be Iiat* only (or BIandaId non-rea.ring charges tor the caI8gofy ut liquidated
damages that resufts in the highest amount. Remedies a&sadated with companIbte measures will apptv when the number of orders
received in a given fflOfIth exceed minimumst~ valid Ievets.

I



APPENDIX JS-3
TA8LE3

MEASUREMENT OF COMPARABLE SERVICE - INTERCONNECTION

PROVISfONING CPtoducts Lo~1 Intel'connection tlunldngt
DESCRIPTION DEFINITION REMEDY THRESHOLD

Trunk orders completed on TfUflk orders completed on or before Ihe When monlhlr fesulb fal below parity bV 10%
1 or before the confinned due commitment date The Comparative measure is

cUte feature group B &0 switched access. REMEDY '1

Firm Order OOf1WmatiOn tune Measures percent FOC sent to CLC Witttin 'he When monIhty results fa" bekJw parity by 10%
2. delWery spedfled time (equivalent to FG 9&0 SW Access) REMEDY'2

MEASUREMENT OF PERFORMANCE STANDARD -INTERCONNECTtON

PROVISIONING (Products local int8l'connection tronking)
Service Order Otsaepancv: Measures percent of fSRs initialed by ClC that More tit-. 20% of orders .e submitted wihc:Jut

3 90% of ISRs issued wiI10ul resut in a discrepancy. The disaepancy is a re~ material eR'OfS

malerial errors d CLC issuance
~ REMEOV'3

REMEDY'1: 100% of total non • l'8Currtng chlrges for Af+D trunlls •• specified ... CPUC 17S·T. section 6.

REMEDY '2: ZO% of tot" non • recurring charges
NOTE: "our ordering and/or provisioning pertonnance lor a given month fails to meet more than one ordering ancl'or provistoning measure.
as described above, Pacilic Bel wit be liable only for the category of liquidated damage lhat results in the highest amount.

REMEDY.3: 25% of total non -~ng dtarges. (liquidated damages. it any. wi. be applied when performance by one of the
Parties in one or more c.Megones falls below the Remedy Threshdd(S) and either of the following critena are abo present: A) The Remedy
Threshofd has been exceeded lor any ttne (3) consecutive calendar months OR 8lthe Penalty Limit has been exceeded tor six (6) or
more calendar months in any calendar yearl

Remedies a.sodated will comparable measures wil appfy when the "umber of GRlers received in a given monlh exceed .minimum
stalislicatl1 v.lid levels.

Remedies on this page may be assessed to eiCher Party .,

0\4:'65(,01



APPENDIX JS-3
TABLE 4

MEAstMEliENT OF COMPARABLE SERVICE - WHOLESALEIRESALE

MAINTENANCE PROOUC1'S: R••,d••ee CRaaic s.vIce.; .......... CSin • Centre•• PB -.d TRink); ISONIllnk
DEICRPTION OEFHTlON REIEOY THRESHOLO
Reportsper 100 Measures IotaI number of trouble reports versus total access 'Ittlef1 results fall below parity by:

1. Hnes linea in service fOr comparable Pacific Belt retail exchange Bus A.Lllink 10 percentage pojnls
products. Res A. L.Il....k 1.0 percetnage points

tSON 10
% Maintenance Measures percent of tfQtJbIe reports with appointments met i.e W1en results fall below parity by'

2. Appointments Met troutH cleared by the apIJOintment date and lime committed to Bus A.L. / Unk 7.<*t percetnage POints
the customer. Res A.L. / Link 4.C*o perr,etgp pqrp

ISDN 15.0!'4 oaints
% Repeat Reports Measures percent of repeat troub&e reports against services that When (esuls fall below party by:

3. elCp8rienoed ., initial trouble within the _t 30 days. 8t.Is A. L. I Link 6.0% I1I!Sf$'V points

Res A.L I Link 3.0% pcetnage poinls
lSON50%

Receipt to ae_ Measc.IIft average duration in hOln (or tadion there of) 01 aI W1en reds tal below parity by:
4. Owatton .oubIe reports tom receipt to resolution oftr~ticket. Bus A.L.J Unk 110 hours

Res AL Jlink 100 hours
ISDN T80

REMEDY: One month"s recurring charges per line out of service within the descnbed (4) Pacific Bel Regions.

NOTE: If 04M' mantenanoe perfolmanoe for a given month fails Ie meet two or more assurunce measures as desccibed above. PacIfic Bell
wit be liabte only for the category liquidated damages that resuls in the highest amount.

"



MEASUREMENTOFPERFORMANCESTANDAROS·FORECASTING

APPENDIX JS·3
TABLES

FORECASTING (Products ResalelWhotesale Products excluding Interconnection Trunks)
DESCfWITlON OEFNTION REMEDY THRESHOLD

link and Resalel\M1de$ate and Forecasts are accurate within 20% +1- in any VVhen product volumes exceeds or fats
requif'emenls accwallely forecast calendar month of Ihe forecast period below the +/- 20% of the Ioreeast

amount

REMEDY: $10.00 per line Of trunk for the amount ordered between 20% and 30% UIICIer the forecast
$20.00 per tine or tnm~ for the amount ordered between 31% and 40% under the forecast
$35 00 per ine or trunk for the amount oroered between 41'" or more under the forecast
...vol.-•• for any product ~.eeed"'~ 'OfKast by 2G%. a' ..lMdi.. wil not .ppJv

rlt. firs' six IrICIft'lJs ol'his ...."'en', rIM forec.st remedy Ihtesholds will no' apply.
-)
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APPENDIX JS-4
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OPERATOR SERVICES STATUS REPORTS

OPERATOR ASSISTANCE:

1. Pacific Bell Operator Assistance System unavailability. when a

geographic system (OMS) is unavailable to end users for thirty continuous

minutes. This could include natural disasters, switch failure, building

evacuations. cable cuts, civic disturbances, etc. This includes live or

automated call processing. This does ,Dot include short periods of high

answer congestion. The Operator Services Force Management Center

(FMC) will contact Industry Marketing to report the system unavailability.

Industry Marketing will notify all the affected CLCs.

2. Operator Assistance System Estimated Restoral Status ~ Operator

Services FMC will notify Industry Marketing, within one hour of the system

failure. the estimated restoral time. If no information is available, this will

be reported. Industry marketing will notify all affected CLCs.

3. Operator Assistance System Restor.' Notification - Operator Service FMC

will notify Industry Marketing, within twenty minutes thlt the unavailable

system has been restored and alt service is functioning properly. Industry

marketing will notify all affected ClCs.
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DIRECTORY ASSISTANCE:

1. Pacific Bell Directory Assistance System unavailability. when a

geographic system (ACO/OSC) is unavailable to end users for thirty

continuous minutes. This could include natural disasters, switch failure.

building evacuations, cable cuts or equipment failures. etc. (This does not

include short periods of high answer congestion). In analog DA systems

the FMC will activate the 13 A emergency Announcement. The Operator

Services FMC will contact Industry Marketing to report system

unavailability. Industry marketing will notify all affected CLCs.

2. Directory Assistance System Estimated Restoral Stilus· Operator

Services FMC will notify Industry Marketing, within one hour of the system

failure, the estimated restoral time. If no information is available. this will

be reported. Industry marketing will notify all affected CLCs.

3. Directory Assistance System Restoral Notification· Operator Service FMC

will notify Industry Marketing. within twenty minutes that the unavailable

system has been restored and all service is functioning properly. Industry

marketing will notify all affected CLCs.
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4. Directory Assistance ARU Failure· When the automated response unit

(ARU/Audio is unavailable for thirty continuous minutes, the Operator

Services FMC will notify Industry Marketing. Industry marketing will notify

all affected CLCs.

5. Directory Assistance ARU Estimated Restoral • Operator Services FMC

will provide Industry Marketing an estimated ARU restoral time within sixty

minutes of the failure. Industry Marketing will notify the affect CLCs.

Directory Assistance ARU Estimated Restoral • Operator Sel'\lices FMC
,.

will notify Industry Marketing. within twenty minutes that the ARU has

been restored and is functioning properly.

cpuc REPORTS TO BE SHARED WITH CLCS

1. Directory Assistance reports prepared when a system falls below 85% of

calls answered within 12 seconds for two consecutive months.

2. Operator Assistance reports prepared when a system falls below 85% of

calls answered within 10 seconds for two consecutive months.
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